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____________________________________________________________________ 
 
Tämän opinnäytetyön tarkoitus oli selittää Raumalla sijaitsevan kohdeyrityksen 
vientiprosessin päävaiheet, oleellisimmat kuljetusasiakirjat sekä analysoida 
prosessiin liittyvät riskit. Opinnäytetyön tavoitteena oli kuvailla kuljetinketjujen 
Suomen ja Ruotsin välistä vientiprosessia ja selittää toimitusten tärkeimmät 
vientidokumentit. Opinnäytetyö otti huomioon myös EU:n sisäkaupan. Tavoitteena 
oli lisäksi analysoida kohdeyrityksen Ruotsin vientiprosessin riskit. 
 
Teoreettinen osa sisälsi yleisen kuvauksen viennistä ja vientiprosessista sekä 
oleellisimmista kuljetusasiakirjoista. Teoria pohjautui kirjallisuuteen ja muutamaan 
verkkolähteeseen.  
 
Opinnäytetyö oli tapaustutkimus ja kvalitatiivista lähestymistapaa käytettiin 
empiirisessä osassa. Kohdeyrityksessä suoritettiin teemahaastattelu ja sen, sekä 
kirjoittajan omien kokemusten perusteella kirjoitettiin empiirinen osuus. Tavoitteena 
oli kohdeyrityksen vientiprosessin kuvaaminen ja siihen liittyvien riskien analysointi. 
Opinnäytetyön tuotos on kohdeyrityksen vientiprosessin kulkukaavio. 
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The purpose of this thesis was to explain the main steps in the export order handling 
process, the most relevant shipping documentation, and to analyse the risks involved 
in the process at a case company in Rauma. The objective of this thesis was to de-
scribe the whole export order handling process of conveyor chains from Finland to 
Sweden and the most important delivery documents. Intra-community supply was 
also taken into account in this thesis, that is to say the EU’s internal trade, in this de-
scription. Another objective was to analyse the risks involved in the export process at 
the case company. 
 
The theoretical part included descriptions of exporting in general and the export or-
der handling process as well as the most relevant shipping documentation. The theo-
ry was based on literature and a few online sources. 
  
 
The thesis was conducted as a case-study and qualitative approach was used in the 
empirical part. A semi-structured interview was conducted at the case company and 
based on these results in combination with the author’s own experiences the empiri-
cal part was written. The aim was to describe the export order handling process of 
the case company and analyse the risks involved in it. The output of this thesis is a 
flowchart of export order handling and delivery process for the case company.  
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1 INTRODUCTION 
1.1 Background of the thesis 
The author chose this topic because for two summers she has worked as a sales sec-
retary for a production company located in Rauma: Ketjurauma Oy, which produces 
welded and riveted conveyor chains for other businesses. Therefore, she has experi-
ence to some extent from the export process, but would be interested in understand-
ing the whole export order handling process. The author will focus especially on ex-
port order handling and delivery processes to Sweden since it is the number one con-
veyor chain export target market. 
 
This thesis will present the background information of the company, its operations 
and also information on the industry which Ketjurauma Oy is operating in. The au-
thor will explain the whole export order handling process: inquiry, quotation, order-
ing and order confirmation, delivery and follow-up. She will take a look at what is 
needed in intra-community supply compared to exporting outside of the EU. All re-
quired delivery documentation will also be looked at. Based on the author’s own ex-
perience, an interview with Ketjurauma employees and information from literature 
she will analyse the risks involved in the export order handling process.  
1.2 Purpose and objectives 
The objective of this thesis is to describe the whole export order handling process of 
conveyor chains from Finland to Sweden and the most important activities in order 
handling and delivery. The output of this thesis will be a flowchart of export order 
handling and delivery process for Ketjurauma. The author will also take into account 
intra-community supply, that is to say the EU’s internal trade, in this description. 
Another objective is to analyse the risks like selling the wrong items, delayed ship-
ping and simple typing errors involved in the export order handling process at a case 
company located in Rauma. The risk analysis will provide Ketjurauma Oy with in-
formation on possible risks involved in the exporting order handling process. 
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This thesis will answer the following questions: 
 What are the main steps in the export order handling process in general and what 
do these steps include? 
 What is intra-community supply? What does it mean for Ketjurauma? 
 What are the most commonly needed delivery documents in the process and for 
what purposes are those documents needed? 
 What kind of export process does Ketjurauma Oy have? 
 What are the risks related to their export process? 
 How to make sure that the flow of goods and information in Ketjurauma Oy is 
reliable? 
1.3 Conceptual framework 
Based on the theories the author will handle in this thesis she has formed a conceptu-
al framework. It shows how the research topics are divided and how they correlate 
with each other. The boundaries concerning the theory will be explained under head-
ing 1.4. 
 
 
Figure 1. Conceptual Framework 
 
The figure above shows the main steps of the export order handling process as well 
as the order of the steps that they will be handled in in this thesis. It also shows that 
the author limits the documentation part to the delivery step only. Follow- up con-
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sists of ensuring the arrival of the goods to the buyer, monitoring the delivery and 
payment, inspecting incoming invoices and taking care of the after-marketing. The 
risks are based on the interviewed personnel’s opinions as well as the author’s own 
experiences and so include all the export order handling process steps as well as the 
shipping documentation.  
1.4 Boundaries 
The author decided to only concentrate on the order handling and delivery processes. 
She will also only look at documents needed when delivering inside the EU, since 
the focus of the thesis is on delivering to Sweden. The focus of this thesis is not on 
contracts or the process of invoicing. The author will only concentrate on the main 
documents of the delivery step. 
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2 CASE COMPANY 
The case company, Ketjurauma Oy is located in a Rauma industrial park area. Ket-
jurauma Oy manufactures and delivers high-quality welded and riveted conveyor 
chains for industrial uses to other companies.  It separated from Raumaster Oy in 
1997. Ketjurauma had 33 personnel and a turnover of 7.76 M euros in 2014 making 
it the 55
th
 highest profit maker in the Satakunta County. 40% of the total turnover 
was created by export. (Website of Ketjurauma 2016; Website of Kauppalehti 2016.) 
 
Ketjurauma’s main export partner and customer is located in Sweden. KILAB (Ke-
djeexperten i Lingbo AB) delivers, assembles and inspects conveyor chains for me-
chanical transmission. Their turnover in 2014 was 8.82 M euros and had 18 person-
nel. (Website of Largest Companies 2016.) 
3 EXPORTING 
Companies looking to expand to new market areas should have a clear strategic plan. 
They often need to plan new procedures that are more suitable for the export market 
although this is sometimes only left as an unfinished plan. There are various reasons 
a company might consider exporting: 
- Everything possible has already been accomplished in the home country and 
export will provide more sales. 
- The product is so distinctive that export is their only way to grow the busi-
ness. 
- Export is a way to even out the seasonal fluctuations of sales. 
- Export could be a way to even out the risks in multiple markets. 
(Selin 2004, 15-16.) 
 
Companies need to find the best approach to exporting since it has a significant ef-
fect on their export plan and strategies. There are three different approaches to 
choose from: exporting indirectly, exporting directly and own export. However, indi-
rect and direct exporting are the most commonly used methods of exporting especial-
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ly amongst small and medium size enterprises. (Katzman 2011, 55-56; Vientiopas 
2006, 25.) 
 
With indirect exporting the company uses a local intermediary firm to find foreign 
markets and buyers for their products. This gives a smaller company a way to access 
reputable expertise about foreign competitors, new technologies and trade contracts 
without the complexities and risks that direct importing creates. In direct exporting 
the producer sells the products with the help of intermediary firms in the destination 
country. This is more challenging because the export company is responsible for eve-
rything from market research to payment collections. In the long-term, however, this 
is the best approach to achieve maximum profits and growth and provides a closer 
relationship with the buyers and marketplace. Using own exports means that the 
company will sell the products directly to the customer without any intermediaries. 
In this approach the exporter will bear all the risks and responsibilities for the whole 
process. (Katzman 2011, 56-57; Vientiopas 2006, 25-27.) 
3.1 Risks 
By expanding to new markets companies also have to be aware of new risks that ex-
porting brings. International transport means greater distances, longer times in stor-
age and the product changing hands more often. This makes the product more vul-
nerable to damage, loss and theft. Non-payment, late payment and fraud are always 
risks when starting an export project. If the exporter cannot verify their business 
partner’s credits and reputation they should use some sort of a security device. Ex-
change rate fluctuations cause a risk when the price has been set in a specific curren-
cy. This might hurt the exporter just as easily as it could benefit them. The exporter 
could protect itself by purchasing various different contracts. Unforeseen events like 
strikes, natural disasters and crime may affect the delivery time and cost of delivery. 
Legal risks arise especially when the foreign laws and their applications change sud-
denly. If in a dispute situation the contract is examined under a foreign law, the ex-
porter might not receive justice the way they expected. To avoid this risk the exporter 
might want to make sure in the contract that any disputes will be resolved under their 
own national law. Investment risks are also higher and more costly when moving to 
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another market. The exporter might not have enough time to pay off the investment if 
the market suddenly declines. Future exporters should research the intended market 
well enough to reduce this risk. (Astrup et al. 2003, 14-16.) 
3.2 Intra-community supply 
The term "intra-community supply" relates to goods exported by a business in one 
EU Member State to a business in another EU Member State. There are 28 countries 
in the EU that make up a huge market. In the EU’s internal market people, goods, 
services and money can move inside the EU as freely as in a single country. EU has 
reduced bureaucracy and paperwork (VAT can be recorded in the same way as in 
sales to the home country), consistent safety standards and mostly the same currency. 
(Website of GOV.UK 2016.) 
 
EU is the wealthiest single community in the world with hundreds of millions of 
consumers; it has a strong buying power and is highly consumer focused. No market 
entry barriers are needed once a product is patented, therefore, products with a short 
lifecycle can enter the market quickly. Product lifecycle describes the stages a prod-
uct goes through from when it is first invented until it is finally removed from the 
market. EU has a unified transport system and carriers’ documentations are recog-
nised inside the market. Freedom of capital movement and the high level of competi-
tion drive down prices, which encourages businesses to enter the market. (Branch 
2006, 555-556.) 
 
However, many obstacles still remain in some areas. Fragmented national tax sys-
tems, separate national markets for financial services, and varying rules, standards 
and practices still exist. The transport e-commerce has been slow to kick off and the 
service sector is pretty far behind the goods. (Website of European Union 2016.) 
 
VAT  
With goods in intra-community export (selling to other EU countries) and intra- 
community import (buying from other EU countries) there are special regulations 
when it comes to Value Added Tax. Period tax return announcements (Appendix 1) 
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are used when Finnish companies trade within the EU and all taxpayers liable to pay 
VAT, must submit Periodic tax returns to the Finnish Tax Administration. A VAT -
registered trader in an EU State can apply a 0% rate to the supply of goods to another 
Member State if the buyer is registered for VAT in another Member State. The buy-
er’s VAT registration number is written in the supplier's records and quoted on the 
sales invoice when the goods are transported to another Member State. (Website of 
Revenue: Irish Tax and Customs. 2016; Website of Vero 2016.) 
4 EXPORT ORDER HANDLING PROCESS 
4.1 Inquiry 
An inquiry is a form that the potential buyer sends to the seller to request information 
on the products. When a potential buyer discovers a good company to buy products 
from, the first thing they usually do is send an inquiry. Future buyers may send an 
inquiry directly to the seller or through different organisations, such as commercial 
representations and chambers of commerce. An inquiry is not binding in any way nor 
is it certain that a deal will be made based on that inquiry. (Selin 2004, 134-135; 
Sherlock & Reuvid 2008, 175.) 
4.2 Quotation 
A quotation is an offer of the goods that the seller sends to the potential buyer in re-
sponse to the inquiry. There are things the seller needs to consider before answering 
to an inquiry: 
- Does the inquiry come from a market that the company is targeting? 
- Is it even possible for the company to send a quotation? 
- Are there any internal or external barriers that prevent the company from 
sending a quotation? 
A pro forma invoice is a quotation made in an invoice format but is not used for 
payment purposes. The exporter does not need to send a quotation back to convey a 
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good message to the inquirer. They can simply send a declining thank you message 
and perhaps they will receive another inquiry from the same company in the future. 
(Jiménez 2012, 24; Selin 2004, 135; Katzman 2011, 167-168.) 
4.2.1 Preparation 
Quotation is the first binding document for the seller in the transaction and it should 
be prepared with great detail. The quotation should be appealing but still follow the 
company’s export strategy. It should also be sent promptly but before drawing up a 
quotation the seller should take a look at their own production capacity, achievable 
delivery times and export packaging. (Melin 2011, 88; Selin 2004, 136.) 
 
At this point the seller also needs to be sure that the product is valid in regards of the 
look, quality, size and other features. It needs to be clear what the buyer’s and both 
countries’ demands are for the product and what documents are needed. To be able to 
export the company must have enough capital for the credit of the buyer as the pay-
ment times are usually longer when exporting. With a new customer the exporter 
should always check the buyer’s creditworthiness before sending out a quotation. 
(Selin 2004, 136-137.) 
 
Mode of delivery is an important decision that effects the terms of delivery. After 
deciding if the goods will be delivered by truck, ship, train or plain, the exporter re-
quests an offer from a forwarding company. Before sending an export quotation the 
exporter needs to familiarise themselves with the different payment and delivery 
terms and also think about how to price the products. Only after all this is clear the 
seller can send out the quotation. (Selin 2004, 137-138.) 
4.2.2 Content 
A quotation should always be clear and appealing and it is wise to write in the lan-
guage and form in which the inquiry was received. If the inquiry is made orally, it 
must be responded straightaway. A quotation can be quite informal but it should at 
the minimum include: 
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- seller’s and buyer’s full names and addresses 
- buyer’s reference number and date 
- heading and references 
- precise product name, code and description 
- packing (incl. packing dimensions and gross and net weight) 
- price of each item in the specified currency 
- possible minimum order amounts and discounts 
- payment and delivery terms 
- insurance and shipping costs 
- delivery mode and time 
- quotation’s period of validity and signatures 
 (Melin 2011, 88; Selin 2004, 138-140; Katzman 2011, 167-168.) 
 
Terms of payment 
To avoid any misunderstandings and to make sure the delivery goes smoothly, a quo-
tation should already provide a clear and detailed description of the payment terms. 
Different methods of payment in international trade are: clean payments such as 
payment order and cheque as well as documentary payments like collection or letter 
of credit. The exporter should also consider what to do on regards of currency, pay-
ment time and place, discounts, payer of bank fees, delivery clause (Incoterms) and 
consequences on delayed payment. The payment can be done before the goods are 
delivered, at the same time with the delivery or after the delivery depending on the 
level of trust between the parties. (Hörkkö et al. 2010, 360; Melin 2011, 119.) 
 
Terms of delivery 
Incoterms 2010 are used to describe the different terms of delivery. These interna-
tional terms were created so that they are interpreted the same way regardless of lan-
guage and culture. Incoterms describe the responsibilities of the seller and buyer. In 
addition to the general seller and buyer’s responsibilities Incoterms include licenses, 
permits, safety clearance, delivery and insurance contracts, delivery and receiving the 
delivery, dividing of costs, providing of delivery documents, inspection, packing and 
marking of the goods and sharing information with the other party. Incoterms 2010 
are classified into E-terms, F-terms, C-terms and D-terms depending on the transfer 
of risk, need for the exporter to clear the goods for export and pay charges like taxes 
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and duties. E-terms are used when the exporter simply places the goods at the cus-
tomer’s disposal to the exporter’s grounds. Export clearing or loading is not required 
from the exporter. F-terms are used when the exporter places the goods at the carri-
er’s disposal. In C-terms the goods will also be placed for the carrier but the exporter 
also pays for the freight. D-terms are used when the exporter places the goods at the 
disposal for the customer at a designated place. (Grafers & Schlich 2006, 182; Hörk-
kö et al. 2010, 382; Melin 2011, 58-60.) 
 
The seller bears more of the risks and expenses from delivery when moving towards 
the D-terms and vice versa for the buyer. The parties should come to a mutual 
agreement on the terms but if this does not happen, all costs that are clearly not to be 
seen as the seller’s responsibility will go to the buyer. (Melin 2011, 57-58.) 
4.3 Order and order confirmation 
Once the order is received the seller must compare it to the quotation and make sure 
that all the information matches. If there are differences the seller must be in imme-
diate contact with the buyer to correct them. In intra-community supply transactions 
it is advisable to include information on the VAT usage at this point. Order confirma-
tions are legally not needed but it is a good way to check the details that have been 
agreed on. In letter of credit or import license cases the buyer will already need a pro 
forma invoice from the exporter and it should be sent as soon as possible to guaran-
tee the promptness of payment transactions. (Melin 2011, 89; Selin 2004, 140.) 
4.4 Delivery 
4.4.1 Preparation 
There are various matters to handle before the goods will be sent to the buyer. Ar-
rangements need to be made for finances, insurances and any special documents. The 
incoming letter of credit should also be checked for any inaccuracies. The company 
warehouse needs to be informed about the packing, delivery and documents of the 
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goods and of course the actual delivery should be ordered. The forwarding company 
will need information about the product, quantity, space, and packing, time of 
pickup, loading and unloading places. (Selin 2004, 141-142.) 
4.4.2 Packing 
There are various factors that influence the packaging of exported goods like value, 
type and length of transit, nature of goods, customs requirements, delivery terms, 
temperature variations, handling and storage, size and weight, container type and 
cost of packaging. After all this has been considered the seller will choose to pack 
the goods in bags, barrels, baling, drums, boxes, cases, carboys, cartons, crates or 
skeleton cases. There are also four newer methods of packing: using bulk liquid bag, 
shrink-wrapping, flat wrapping and trip packing. (Branch 2006, 183-189.) 
 
The export company should be aware of any packing regulations of the receiving 
country as well as the possibility of breakage, moisture, theft and additional weight. 
The buyer often states what kind of packaging they require but if not, these guide-
lines should be followed: 
- pack in strong and well-sealed containers 
- distribute weight evenly 
- use pallets and, if possible, put them in containers  
- safeguard goods with straps and wraps, use moisture-resistant fillers and 
avoid writing contents on the packages 
- follow any hazardous materials packing requirements if necessary 
- provide chemical treatment markings with wooden packing materials 
(Katzman 2011, 138-139.) 
 
Usually the buyer will specify the labelling and markings that need to appear on the 
cargo. Depending on the destination the cargo will need a shipper’s mark, country of 
origin, number of packages and their sizes and weights, destination, labels for haz-
ardous materials as well as other cautionary markings and handling marks. (Katzman 
2011, 139-140.) 
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4.4.3 Mode of transport 
When choosing a transport mode the exporter must think about the place and dis-
tance of the destination, size and weight of the delivery, value, packaging and vul-
nerability of the goods, delivery time, delivery reliability and punctuality. Also all 
possible delivery routes should be planned and studied carefully. Possible modes of 
transport are road transport, sea transport, rail transport, air transport and multimodal 
transport. (Website of Logistiikan maailma 2016.) 
 
Road transport  
Road vehicles are very flexible and versatile units of transport but they are also low 
in capacity. Road transport can provide door to door deliveries and is reliable and to 
a high standard. Documentation is simple, packing costs are relatively low and it is 
ideal for general merchandise in small quantities. Also, there are a wide range of 
routes to take and major highways continue to be developed for export-import trans-
porting. A challenge many road operators face is to get a full load in each direction 
the truck travels. Road transports legislation along with the international general trea-
ty convention regulates road transports also when exporting. (Branch 2006, 64-65; 
Sisula-Tulokas 2007, 33.) 
 
Sea transport  
Maritime law can be used both when delivering inside Finland and when exporting. 
The law is always used with deliveries to other Nordic countries. The efficiency of 
maritime transporting has been improving rapidly because of better ships and quicker 
turnarounds. Ships have now increased capacity and improved productivity enabling 
the development of international transport and a competitive price. (Branch 2006, 
102-103; Website of Logistiikan maailma 2016.) 
 
There are three main divisions of vessels employed on a route depending on the car-
go: liners, tramps and specialized vessels. Liners always ship on specific times and to 
specific ports whether they are full or not. They also fix common freight rates and 
follow quality standards. Container vessels and Ro-Ro vessels (on which trucks can 
be driven on and off) are the main ships in this division. Tramps are vessels for hire 
and trade all over the world usually looking for bulk shipments of coal, grain or tim-
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ber. Specified vessels are operated by industrial businesses like oil companies and 
motor manufacturers. (Astrup et al. 2003, 253-254; Branch 2006, 105-106.) 
 
Rail transport  
Rail transport is used less frequently than road and sea transport since it has a lot less 
consignees, loading is often difficult and countries may have different rail widths. 
However, trains can carry huge amounts of weight and this is ideal for industrial bulk 
shipments. (Astrup et al. 2003, 564.) 
 
Air transport  
Air transport is ideal for time-sensitive goods such as food, flowers and magazines as 
well as goods of great value. These goods could be medical supplies, artwork, jewel-
lery and even livestock. The goods can be delivered in passenger planes, hybrid air-
crafts or cargo aircrafts. Air transport rates are higher than any other transport modes 
but it can still provide savings in insurance, custom duties, packaging, inventory 
costs and other financial costs. (Astrup et al. 2003, 259-260.) 
 
Multimodal transport 
Multimodal transport combines different modes of transport such as air, road, rail, or 
sea organised by a single operator and it is often considered as the most effective 
way of exporting door to door. Multimodal transport combines the advantages of 
each mode used, such as the flexibility of road transport, the larger capacity of rail-
ways and the lower costs of sea transport. (Website of the Global Facilitation Part-
nership for Transportation and Trade 2016.) 
4.4.4 Forwarding 
Forwarding includes all the activities that enable the goods to get from the seller to 
the buyer. These activities include transport planning and guidance, loading and un-
loading, export and import declarations, delivery, storing and obtaining needed doc-
uments. To avoid any misunderstandings the exporter should draw up written for-
warding directions with all essential instructions for the forwarder responsible for the 
delivery.  (Selin 2004, 193-194.) 
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A freight forwarder is an agent for the exporter or importer who handles the export 
and customs documentation, insurance and terminal charges. Freight forwarders have 
knowledge of different export rates and are able to give the customer the best price 
for specific international transactions whether the goods are delivered on a vessel, 
aircraft, train, or truck. Forwarders can be consolidators, multimodal transport opera-
tors, customs brokers, port agents, air freight agents, road haulage brokers or loading 
brokers. (Astrup et al. 2003, 244-246.) 
 
Consolidators or non-vessel operating common carriers gather shipments from dif-
ferent customers to make full container loads and are able to create lower freight 
rates. Multimodal or intermodal transport operators enable the trader to outsource all 
export logistics to one single forwarder with door to door delivery. Customs brokers 
process customs declarations and pay duties and taxes in behalf of the importer or 
exporter. They should be given precise limits and directions to avoid experiencing 
liabilities because of high fines or tariffs. Sea, airport or cargo terminal agents rep-
resent the transporter at the point where the goods are unloaded from a truck to a ship 
or an airplane.  Air freight agents or air waybill agents handle customs clearance and 
process shipments for airlines. Road haulage brokers act as mediators between the 
customer and carrier. Loading brokers represent the ship-owner and obtain and pro-
cess cargo shipments. (Astrup et al. 2003, 245-246.) 
4.5 Follow-up 
The export company should always follow up on the forwarding, delivery and bank 
invoices after the delivery is made. This way the company will get the actual cost of 
the entire transaction and can determine if the process was worth it. The costs will 
always be slightly different depending on the time and place where the goods are ex-
ported but with regular follow up the exporter will be able to create a reliable system 
for its exports. Export companies should also check in and keep the lines of commu-
nication open with the customer. This will help with the client coming back, getting 
customer testimonials and referrals and receive feedback to be able to improve the 
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products. (Selin 2004, 142; Website of Business Development Bank of Canada 
2016.) 
5 SHIPPING DOCUMENTATION 
5.1 Invoices 
Commercial invoice 
The seller delivers a commercial invoice to the buyer who based on this pays for the 
goods. A commercial invoice is important for various parties in the transaction and 
should be drawn up with great detail. It holds information for the customs officials, 
transporter, forwarder, agents, banks etc. An original document should always be 
sent to the buyer but copies can be given to the forwarder, insurance company, the 
customs and banks. Usually the seller will include a note and a signature stating that 
the information on the invoice is true and correct. A commercial invoice should in-
clude the seller’s name, full address and contact information, the consignee’s name 
and full address, export reference number, transport details, invoice date and number, 
buyer’s name and address if other than consignee, country of origin of goods, terms 
of delivery (Incoterm 2010) and payment, shipping marks, description of the goods, 
customs tariff numbers (CN code), number and gross weights of packages, volume, 
unit price and total amount, VAT % with explanation if 0% VAT is used and any ad-
ditional charges (Appendix 2). (Melin 2011, 89-91; Website of United Nations Eco-
nomic Commission for Europe 2016.) 
 
Pro-forma invoice 
The content of a pro-forma invoice is very similar to the commercial invoice with the 
difference that a pro-forma invoice does not obligate the buyer to pay for the goods. 
This sort of invoice is needed when the importer requests for an import permit, when 
opening a letter of credit, sending items of no value or only sending partial deliver-
ies. (Vientiopas 2006, 66.) 
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5.2 Packing list 
The seller will provide the packing list in or on the pallet when the goods are ready 
for transport. The packing list gives details on the buyer, consignee, country of 
origin, place of loading and unloading, place of delivery, shipping marks, container 
number, weight or volume and full details of the goods. A packing list is especially 
handy when dealing with intermediaries like agents, since it does not have infor-
mation about the cost of the goods. (Branch 2006, 388; Melin 2011, 93.) 
5.3 Waybills 
5.3.1 Liner Waybill 
Liner Waybills are used in sea transports with short distances and quick deliveries. 
Liner Waybill is a document with which the shipping company commits to deliver 
the goods to the designated receiver at the destination. The document is proof that the 
carrier has received the goods in the way they are described in the Liner Waybill. 
The seller/forwarder makes the Liner Waybill and hands it to the shipping company 
to sign. The Liner Waybill travels with the goods to the destination where the buyer 
receives them after proving their identity. Liner Waybills (Appendix 3) are not trans-
ferable and only one original document is given to the shipper. (Hörkkö et al. 2010, 
228; Melin 2011, 205.) 
5.3.2 Air Waybill 
Air Waybills are consignment notes used in air transports and one out of three origi-
nals and nine copies always travels on-board with the goods. An Air Waybill is used 
to confirm the transport agreement, give directions on the handling, loading and stor-
ing of the goods and it verifies that the delivery is approved as an air transport. The 
document is important for bank transactions and as a receipt of paid delivery and in-
surance. With the Air Waybill the sender confirms that it has followed the delivery 
terms and also has control over the gooqads while in transit. A single Air Waybill 
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covers the transportation of the goods by as many airlines as needed and for any dis-
tance. (Branch 2006, 353-354; Melin 2011, 219.) 
 
The seller will sign a certificate of Shippers Declaration of Dangerous Goods in the 
case of the delivery including any dangerous goods like explosive, flammable or ra-
dioactive substances. This IATA-DGR declaration form (Appendix 4) will show that 
the seller has followed all instructions needed when exporting dangerous goods. 
(Melin 2011, 219.) 
5.3.3 CMR 
CMR is a waybill used in road transport that the seller draws up as a transport 
agreement between themselves and the carrier. The seller makes three copies of the 
document that the seller and carrier will sign. The first copy will stay with the seller, 
the second will travel with the goods and the carrier will keep the third. It is the car-
rier’s responsibility to make sure that the number of packages, marks and numbers 
are correct as well as inspect the condition of the goods and packaging and make ap-
propriate notes to the CMR. (Melin 2011, 211; Sisula-Tulokas 2007, 164.) 
5.3.4 CIM 
CIM waybills are used in rail transport to confirm the transport agreement. The seller 
fills out the CIM with details on the sender, receiver, destination, amount, quality and 
state of the goods. The carrier will then stamp the copies of the CIM which are now 
proof that the goods have been received for delivery. The seller will keep the dupli-
cate of the CIM and with this document they can change the transport agreement 
even while the goods are in transport. A single CIM waybill is used to carry the 
goods through all railways needed to complete the delivery and the same waybill is 
used even if the journey includes sea passages. The goods will be handed over to the 
receiver on the CIM waybill at the destination. (Melin 2011, 215-216; Website of 
Logistiikan maailma 2016.) 
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5.4 Intrastat reporting 
Clearance procedures are not used in intra-community supply but the statistics are 
gathered through a process called the Intrastat system. Companies must submit statis-
tical declarations on trade between other EU countries for the Customs to collect. 
Intrastat declarations can be submitted by filling out a form (Appendix 5) or electron-
ically on the Internet by using the TYVI service brochure. The statistics must include 
the CN codes, value and amount of the goods as well as the mode of transport, nature 
of the transaction (e.g. sale, repair or refinement) and destination. (Melin 2011, 96; 
Website of Tulli 2016.) 
 
Customs uses the trade data to produce the official Finnish Foreign Trade Statistics 
and also send data monthly to Eurostat, the Statistical Office of the EU. The statistics 
are used for monitoring the development of the EU internal market, tracking budgets, 
calculating national economy accountancy and for following specific areas in EU 
politics. Companies use these statistics for analysing the profitability of exporting, 
improving their competitiveness, drafting market researches and developing com-
mercial strategies. (Melin 2011, 94-95; Website of Tulli 2016.) 
6 METHODOLOGY AND IMPLEMENTATION OF THE PROJECT 
This thesis is a research-based thesis and the research method is qualitative research. 
Unlike quantitative research, qualitative research does not translate information into 
numbers to be analysed mathematically. Qualitative research aims to gain a deep un-
derstanding of a specific organization, event or process. Most commonly qualitative 
research methods are participant observations which are great for collecting data on 
naturally occurring behaviours, in-depth interviews that are optimal for collecting 
data on individuals’ personal perspectives and experiences and focus groups that are 
effective in producing data on the cultural norms of different groups. (Website of 
California State University: Long Beach 2016; Website of North eastern University 
2016.)  
 
24 
This thesis is a Case study on the export order handling process of Ketjurauma Oy. A 
case study is an in depth study of a particular situation or process. It is a method used 
to analyse a development of a particular situation or process over a period of time. 
Case studies have sub-methods that include interviews, observations, records and 
document analysis. A multi-method approach is used in this thesis since interview, 
observation and document analysis is used. A Case study can have either multiple or 
only a single case as Ketjurauma in this thesis. The unit of analysis is the major thing 
analysed in a Case study. In this thesis the unit of analysis in the export order han-
dling process of Ketjurauma Oy. (Gillham 2000, 13; Yin 2009; Website of Oxford 
Dictionaries 2016.) 
 
Previously existing data is analysed as a desk research and the final result will be an 
explanatory of the export order handling process of Ketjurauma Oy. The most im-
portant sources in this thesis are literature and Internet sources as well as the case 
company and its employees. The results are based on available literature, the author’s 
own experiences and a semi-structured interview with two employees at Ketjurauma 
Oy; a sales secretary and the managing director. By selecting employees with differ-
ent job descriptions the author is able to get information from each of the steps in the 
export process. Semi-structured interview was chosen because the author does not 
want definite questions to limit the development of the discussion. The results will be 
analysed by studying the interview answers together with the theory. 
 
The main themes of the semi-structured interview were the export order handling 
process to Sweden, risks in the process, the shipping documentation and information 
flow. The interviewees were chosen based on their knowledge on the export order 
handling process and their position in the company. The initial plan was to interview 
two sales secretaries and the managing director; however, since the secretaries have 
very similar jobs, the senior secretary was only interviewed along with the director. 
The interview questions were slightly amended according to the role and tasks of the 
interviewee. The author has also worked as a sales secretary in the company and her 
own experiences will add to the research. 
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7 RESULTS 
7.1 Export order handling process and shipping documents in Ketjurauma 
Ketjurauma’s export order handling process to Sweden follows the same main steps 
as mentioned previously in the theory part of this thesis. KILAB (customer) in Swe-
den will send an inquiry to Ketjurauma’s export sales e-mail of the products they will 
need. Ketjurauma will now send a quotation and KILAB will then send a formal pur-
chase order (Appendix 6) and Ketjurauma will draw up an order confirmation (Ap-
pendix 7). All documents with KILAB are always in Swedish. The ordered goods 
will be sent to the customer at certain times of the month with certain terms of deliv-
ery each time. Deliveries will be performed twice a month regardless of how many 
orders are ready to be transported. 
 
Lean System is an enterprise planning software system used in Ketjurauma. It has 
various separate applications and it is used to handle inquiries, sales, purchases, spe-
cific products, invoicing, inventory keeping, project planning, production scheduling, 
material calculations and updates and planning of subcontracts. The Lean System -
software was created to bring flexibility and speed to demanding businesses. The 
Lean Sales –application covers sales planning, forecast management, quotation and 
order processing as well as delivery contracts. New sales orders and specifics on the 
orders are added to the system based on customer information. The Lean Delivery –
application covers the creation of the pallets, loads, pro-forma invoices, waybills and 
other export documents. Lean System is connected to another system called M-Files. 
M-Files holds all the documents under each order and customer. It enables only the 
right people to access the right files and there is only one copy of each document at 
all times. (Maljanen 2010, 11, 17-18, 21-22; Website of M-Files 2016.) 
 
The KILAB order information will be added to Lean after it is confirmed. The pro-
duction manager will now be able to see the order on the same system and plan for 
the production of the goods. The warehouse then produces and packs the conveyor 
chains on ISPM 15 (International Standards for Phytosanitary Measures) -regulation 
stamped wooden pallets and boxes secured with wrapping plastic and metal wires. 
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When the packing is done the goods will wait for the pre-planned delivery time. 
There are multiple orders to KILAB that will be sent on the same delivery date, usu-
ally twice a month. When all the orders delivered on the same date are ready for 
transport the sales secretary will prepare the needed documents. Since the delivery 
will be made by a truck that simply drives into and off a sea vessel and the delivery 
is a case of intra-community supply, the secretary will only need to create the pack-
age labels (Appendix 8), packing lists (Appendix 9) and CMRs (Appendix 10). 
Package labels and packing lists will be created on the Lean System by entering spe-
cific codes to each order and filling out the amount, weight, dimensions etc. of the 
pallets. The CMR will be printed out from the carrier, Ahola Transport Oy’s website 
after filling in the details of the transport order. Copies of all the documents will stay 
with Ketjurauma, the package labels will be stuck on all the packages, the packing 
list will be stuck on one of the pallets and four copies of the CMR will wait for the 
carrier to pick up the goods.  
 
The delivery was previously ordered via e-mail from Ahola Transport Oy. Now the 
carriage company has a website where all the details are filled in. Ketjurauma uses 
the Incoterms FCA (Free Carrier) and DAP (Delivered at Place) with KILAB and 
this indicates which party will pay for the delivery. The pick-up needs to be ordered 
either the day before the delivery or before 8 AM on the morning of the delivery. On 
the day of the delivery the goods will be picked up by a truck. The driver will need to 
sign the copy of the CMRs that stays with Ketjurauma. Three copies will be given to 
the driver.  Someone from Ketjurauma will then load the correct pallets to the truck 
and the driver fastens the goods securely with straps. The truck will drive to Turku 
harbour and then onto a vessel. After arriving to a harbour in Stockholm the truck 
will then drive up to Lingbo where KILAB receives the goods. The goods are in-
voiced after the goods are prepared for transport and the document (Appendix 11) 
will automatically be sent to the customer via e-mail. Intrastat reporting is done at the 
end of each month by Lean System picking up all the information automatically. 
 
Since the companies are in constant contact with each other in regards of new orders, 
Ketjurauma does not have to do separate follow-up on each delivery. The infor-
mation flow between the companies is reliable since they have a long-term coopera-
tion with each other. Contact can be made with various different people depending 
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on the issue at hand and this is mainly done via e-mail, although phones are some-
times used in cases of emergency. Beyond making orders, contact is usually only 
made when problems arise and occasionally when KILAB requires certificates of the 
products made in Ketjurauma.   
7.2 Risk analysis in Ketjurauma 
The following chapters will list Ketjurauma’s risks regarding the export order han-
dling process to Sweden and the preparation of the shipping documents. Possible 
risks were chosen as according to the interview (Appendix 12) and the author’s own 
experiences. 
 
Wrong items might be sold / Warehouse can pack wrong items or amounts 
Wrong items can be sold if Ketjurauma does not send a separate quotation and they 
then interpret the order wrong. It is KILAB’s responsibility to make sure to read the 
order confirmation carefully and insure that the details are correct. The customer 
might even make a mistake and order the wrong items in the first place. In the case 
that the mistake is not caught in time and KILAB receives the wrong items they will 
be in contact with Ketjurauma immediately and the wrong items will be sent back. If 
the warehouse accidentally packs or the secretary sends the wrong items, the goods 
will be returned to Ketjurauma and the correct goods will be delivered as soon as 
possible. I this case the seller will pay for the return and delivery of the correct items. 
This will also be the case in the event that there is something missing from the deliv-
ery and the forgotten parts need to be sent afterwards.  
 
Orders can be accidentally deleted from the list 
Ketjurauma keeps an Excel sheet on M-Files on all KILAB orders. A “färdig” 
(“ready”) entry will be made on the orders that are ready and later when all these 
ready orders are delivered, they will be removed from the list. It is possible that in-
correct or additional orders are deleted from the list accidentally. Someone may 
check on the situation of the orders and think that an order is already been delivered 
when in actuality it may have not even been in production yet. 
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Computer systems might crash 
In a time where everything is done and restored online it is always a risk that systems 
have errors or even crash completely. Lean System and M-Files are very important 
for tracking production, orders, making deliveries and restoring documents. There 
are paper versions of all orders but it would be very time consuming to write every-
thing down and to bring physical documents to everyone in the export order handling 
chain. Also delivery documents could be written by hand but this would take signifi-
cantly more time and would increase the risk of human errors. Furthermore, after the 
systems are back up and running, it is complicated to add everything that has been 
done by hand to the system. 
 
Order might not be ready in time 
The goods might not be ready on time and the delivery will be delayed. Machines 
may malfunction or break, too much work might have been taken on at the same 
time, more urgent deliveries take priority or mistakes may have been made on the 
production line and the goods need to be fixed or production has to be started over 
again.  
 
Carrier could be late for pick-up 
The carrier can often be late to pick up the goods even if the order to them was made 
the day before. It is not unusual that the truck driver arrives to pick up a delivery af-
ter the gates to the yard have already closed and everyone from the office has vacated 
for the weekend. In this case special arrangements for someone to stay late and reo-
pen the gates will have to be made. 
 
 
Language barriers might occur with truck drivers 
Ahola Transport Oy drivers usually do not speak Finnish and rarely English. If any 
questions or problems occur, they are next to impossible to resolve without calling 
the Ahola Transport office. There might be cases where the driver is not quite sure 
what they are supposed to pick up. However, Ketjurauma and Ahola Transport are 
familiar with each other and any issues are usually resolved quite quickly by simply 
calling their office.  
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Wrong delivery address could be given to the carrier 
Quite often KILAB orders goods to be delivered directly to their customer elsewhere 
in Sweden. The sales secretary needs to check the delivery address carefully. If the 
secretary mistakenly gives KILAB’s address to the carrier instead of their custom-
er’s, KILAB will have to first pay for that delivery and then the delivery from them 
to the correct destination. This would certainly not be good for the company’s image. 
 
Typing errors might occur 
Typing errors in Lean System are possible when filling out purchase orders or deliv-
ery documents. The amount, weight and dimensions of the goods may be typed in-
correctly and this could cause the transport vehicle to not be able to fit all the pallets 
in. The CN code and Incoterm could be wrong or the documents are written under 
the wrong order since the order code in Lean System is always chosen before any-
thing else. By choosing the wrong Incoterm it may cause the carrier to send the in-
voice on the payment of the delivery to the wrong party. The delivery can also be 
accidentally ordered on the wrong date on the carrier’s website. Since this is a case 
on intra-community supply, marginal errors might not matter and the goods will still 
be able to be delivered to Sweden as planned. 
 
Strikes may occur / Ships could be in repair 
Strikes from the Carrier Company, truck drivers, port employees, ship operators etc. 
in both Finland and Sweden may occur. Also, the cargo ships that travel between 
Finland and Sweden might be stuck in the dockyards being repaired. These will 
cause the delivery to be late for an uncertain amount of time. 
 
 
Goods can get damaged while transport 
Since the conveyor chains are produced for demanding industrial uses they are large, 
heavy and very durable. However, damage to the goods is possible while in 
transport. Although it requires an immense amount of power, the chains can be bent 
or dislocated from each other. The parts can also begin to rust in the rare case that the 
wrapping plastic has broken, the pallets have been waiting for a long amount of time 
and the weather has been humid.  
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Theft /Loss of the goods may occur 
Although it rarely happens, theft and loss of the goods is always possible while in 
transport. In the best case the goods will not have to change hands while in transit 
since the same truck drives the goods all the way to the destination. However, if the 
delivery contains only a few pallets, they can be loaded to another truck going to the 
same destination at the harbour. This unloading increases the risk of theft and loss. 
 
Payment issues 
Ketjurauma does not have any issues with payment when it comes to their deliveries 
to KILAB. They have a mutually beneficial long-time agreement and trust for each 
other. The only time a payment might be late is in the case of honest human error 
where the invoice has simply been forgotten or gotten lost. 
7.3 Process map 
The process map (Appendix 13) was created based on Ketjurauma’s export order 
handling process to KILAB located in Sweden. The process map helps to identify the 
different parties involved in the export order handling process and makes the process 
more clear and understandable. 
 
In the process map the starting point (inquiry) is marked in green. The transition be-
tween the three main parties in the process is shown with a dashed line arrow. The 
switch between operators inside Ketjurauma is shown with a regular thick arrow and 
the progression of the tasks handled by the same operator is marked with a thinner 
arrow. As mentioned earlier first contact in each new order is between KLAB and the 
e-mail dedicated to sales. There can be multiple people who read this e-mail and 
whoever has the time will handle the order. In this process the production and the 
wait for the specific delivery date take the longest amount of time.  
 
The goods will be invoiced before transport after all the papers from the delivery 
process are prepared. KILAB will receive the goods soon after pick-up and they will 
need to check that all the ordered items are there and they are undamaged. If some-
thing is missing they will reclaim it via e-mail to Ketjurauma who will then handle it 
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as explained previously in the thesis. The end of the process is marked in red. Invoice 
payment is the last step in the document handling and receiving goods is the end of 
the physical delivery process. However, if there is a reclamation made, the process 
starts again from production and packing, however, in this case the goods will be de-
livered immediately. 
8 SUMMARY AND CONCLUSION 
The purpose of this thesis was to describe Ketjurauma’s export order handling pro-
cess to Sweden. KILAB was chosen as the example customer because it is Ket-
jurauma’s main export partner and the process differs slightly from other customers. 
The topic was chosen because the author had personal experience on the subject 
since working for Ketjurauma for two summers. 
 
The author’s own experience especially gave a strong base for writing the thesis in a 
relatively short amount of time. In fact, writing the body of the text took about two 
and a half months but with all the preparations and final arrangements it took no 
more than five months to write in total. 
 
The export order handling process between Ketjurauma and KILB goes smoothly as 
expected since the same process is gone through at least twice a month. It goes 
through the main steps of Inquiry, Quotation, Purchase order, Order confirmation, 
Delivery and Follow-up (if needed). The recommendation for this process would be 
to pay attention to detail and to be thorough especially when reading and filling vari-
ous documents. KILAB and Sweden as a whole are a very productive and profitable 
market for Ketjurauma.   
 
There are many more risks involved in exporting than when only delivering nation-
wide. However, intra-community supply does not have nearly as many risks as when 
exporting outside the EU. Also the foreign customer might increase or reduce these 
risks. KILAB is a trusted customer to Ketjurauma and it itself as a buyer does not 
pose more of a risk than any other customer in Finland. Intra-community supply was 
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the main factor in eliminating risks when compared to many other countries Ket-
jurauma exports to. While conducting the interview it became clear that simple hu-
man errors pose the most frequent risks. For a company to have good risk manage-
ment it needs to recognise all possible risks in its business. All parties should be 
aware of the risks and know their part in controlling, minimising and avoiding them. 
 
While doing this thesis the author was able to utilise her previous knowledge about 
export processes; something that she learned from her studies in Satakunta Universi-
ty of Applied Sciences. She was also able to deepen her knowledge about intra-
community supply and learned how beneficial it is for the export process to trade be-
tween EU member States. The author is content with the result of this thesis and feels 
as it represents the things she has learned from the Degree Programme of Interna-
tional Business. 
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 APPENDIX 12 
INTERVIEW QUESTIONS IN ENGLISH 
 
EXPORT PROCESS:  
-Describe the export order handling process as a whole. 
-Describe each step in detail (tasks, people involved, time needed, external compa-
nies involved, transport mode) 
 Inquiry 
Quotation 
Order 
Delivery 
Follow-up 
RISKS:  
- What are the risks involved in the export order handling process to Sweden?  
 
 Inquiry 
Quotation 
Order 
Delivery 
Follow-up 
 
SHIPPING DOCUMENTS: 
- What are the shipping documents needed for your company when exporting to 
Sweden?  
- Who is responsible for the preparation of these documents?  
- What are the risks involved in the preparation of the shipping documents? 
 
INFORMATION FLOWS: 
-Describe information flows in the export order handling process. (people involved, 
ways to deliver information, reliability of information) 
 
 
 
 INTERVIEW QUESTIONS IN FINNISH 
 
VIENTIPROSESSI:  
-Kuvaile koko vientiprosessi. 
- Kuvaile vientiprosessin eri vaiheet. (tehtävät, osalliset ihmiset, tarvittu aika, 
ulkopuoliset yritykset, kuljetusmuoto) 
 kysely 
tarjous 
tilaus 
toimitus 
jatkoseuranta  
 
RISKIT:  
- Mitä riskejä liittyy Ruotsin vientiprosessiin?  
 kysely 
tarjous 
tilaus 
toimitus 
jatkoseuranta 
 
LÄHETYSDOKUMENTIT: 
- Mitä toimitukseen liittyviä dokumentteja tarvitaan Ruotsin vientiprosessissa?  
- Kuka on vastuussa näiden dokumenttien valmistelemisesta?  
- Mitä riskejä liittyy toimitukseen liittyvien dokumenttien valmisteluun? 
 
INFORMAATION KULKU: 
- Kuvaile vientiprosessin informaationkulkua. (osalliset ihmiset, millä tavalla 
informoidaan, informaation luotettavuus) 
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